O ne of the many challenges for the occupation.al health n~rse case manager IS comrnumcation with an employee's health care provider. The case manager's communications can provide answers to questions about diagnosis, treatment, delay in recovery, and clarification of restrictions. Many factors influence communications including prior experiences with case managers or nurses, Health Insurance Portability and Accountability Act (HlPAA) regulations, schedules and availability of providers, relationship with the employee, and employee motivation.
Some ways a case manager can enhance communication with health care providers: • Provide signed medical release of information forms when requesting verbal or written information. • Get to know the health care provider's staff. Promote a warm, friendly, professional, and patient advocate approach with staff and providers. Asking the staff for help can facilitate communications. Often the staff can indicate the best time of day or day of the week to talk with providers based on their scheduled activities. Sometimes a provider's 280 staff can serve as an intermediary and get a question answered. I was working on a case where I got to know the staff so well they knew my name by the sound of my voice. The staff even laughed when they heard my voice and said, "He didn't call you back yet, let me see what I can do." Within a minute, the health care provider was on the phone with me. • Keep communications clear, concise, and to the point. • Present yourself in a positive light. Include the purpose of the communication and your role in working with employees. Promote a collaborative relationship with the provider in getting the employee's health needs met and returning the employee to work. Express concern and interest in the employee's health. Present valuable worksite and employee information that can facilitate an understanding of the job and workplace. The job analysis, pictures, and video tapes of the employee's work can be useful tools for the case manager and provider. = $300 per day, $300 per day X 40 days = $12,000, total savings = $8,000 [individual employee] + $12,000 [replacement costs] = $20,000 savings). • If possible, schedule a specific time to talk to health care providers on the phone. In some instances, this may be in the evening when they are able to talk or are able to return calls. • Thank health care providers and their staff for their time and assistance.
The outcome of good communications between the case manager and health care provider translates into health and treatment benefits, cost savings, early return to work, and recovery for the employee. Positive communications between the case manager and health care provider facilitate a win-win situation for the employee and the company.
DearDr. _ I received the "Employee Illness Certification" form you completed regarding (employee name). I have enclosed a copy ofthe "Employee Illness Certification" form with this letter, which includes asigned consent for release of information on the form at the top.
I tried to reach you today to get some clarification before Mr. (employee name) returns to work. I left a message with Kathy.
There are a couple of clarification questions I had regarding the information provided: 
